
One particular issue which is increasingly being 
raised by older people is the impact of being 
digitally excluded, and the difficulties people who 
are not online often face when trying to access 
information, services and amenities, something I’ll 
be doing further work on this over the summer (find 
out more below). 

If you’ve faced these kinds of issues and would like 
help and support, or to share your experiences, 
please contact my Advice and Assistance Team. 
You can also contact the team for support with a 
variety of other issues, so if you need any help, 
please get in touch by calling 03442 640 670 or 
emailing ask@olderpeople.wales. 

Heléna Herklots CBE
Comisiynydd Pobl Hŷn Cymru
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Over the last few months one of the biggest 
issues being raised with me is about access to 
the NHS. 

I’ve been concerned about how reported pressures 
on the NHS may be acting as a barrier to older 
people accessing health services, following a recent 
survey to explore the kinds of issues older people 
are concerned about, and what this means for 
people’s everyday lives. 

To better understand the particular issues older 
people are facing when accessing health services, 
I’m inviting older people to share their experiences 
of the NHS in recent months. So if pressures on the 
NHS have put you off seeking treatment, or if you’ve 
had appointments delayed or cancelled, please get 
in touch. You can find more details about how to 
contact my office below. 

I also met and spoke with older people at a number 
of engagement events, which included a visit 
to a care home in Cardiff and the Dyn Project, 
a specialist project providing support to men 
experiencing abuse. These visits and meetings 
are important in enabling me to hear directly from 
older people about the issues and challenges 
they’re facing, and I’m looking forward to further 
engagement with older people throughout Wales in 
the months ahead. 

A message 
from Heléna...



NHS pressures mean older people could 
be putting their health at risk, warns 

Commissioner

A survey undertaken by the Commissioner has found that older people in Wales could be 
putting their health at risk by not accessing crucial health services.

Over 40% of the older people surveyed said they were less likely to visit A&E, try to get a GP 
appointment, or contact an out of hours GP service due to pressures on NHS services. The survey 
also found that 9 out of 10 older people are anxious about the state of the NHS, while over three 
quarters said they are concerned about social care services.

The Commissioner is concerned that this means that a significant number of older people may not be 
seeking medical help when they need it, even in potentially serious cases where a visit to A&E might 
be required and has written to the Health Minister to set out her concerns, calling for action to ensure 
that older people are not deterred from accessing the health services they may require.

Discussing the findings of the survey the Commissioner said:

“The findings of my survey, which capture the experiences of people aged 60+ living throughout 
Wales, provide a helpful insight into the kinds of issues older people are concerned about and what 
this means for people’s everyday lives.

“It’s clear from the findings that there is a great deal of anxiety amongst older people about the 
current state of the NHS and social care services in Wales.

“It also appears that reported NHS pressures are having an impact on people’s access to health 
services, with a significant percentage of older people – over 40% – saying they were less likely to 
visit A&E, try to get a GP appointment or contact an out of hours GP service.

“This is concerning as if older people are being put off seeking medical help when they need it, they 
could be putting their health at risk, whether during a moment of crisis, or in the longer term.

“I know that NHS staff have been working incredibly hard to deal with a wide range of pressures 
during the winter months, but it’s essential older people are not discouraged from accessing the help 
and support they need from the NHS.

“I’ve shared my concerns with the Health Minister, Eluned Morgan MS, and have called for the 
Welsh Government to work with health boards to reach out to older people to provide assurance that 
services are available and accessible, and that people should contact the NHS if they are concerned 
about their health.”



Share your experiences of using NHS 
services in Wales

To identify the specific issues older people are facing when trying to access the NHS, and the 
ways that pressures on services may be impacting on patients, the Commissioner is asking 
older people to get in touch with her office to share their experiences of using health services 
in recent months. 

So if you’ve delayed seeking treatment or speaking to your doctor, or if you’ve had an appointment 
postponed or cancelled, we’d like to hear from you. 

The Commissioner said:

“Hearing from older people about their experiences is a crucial part of my work and helps me to 
determine the action needed from the Welsh Government and public bodies to tackle the issues and 
challenges older people are facing. 

“The NHS plays a vital role in supporting older people to remain healthy and independent, which is 
why timely access to health services is so important. 

“That’s why I want older people to get in touch with my office to share their experiences of health 
services in recent months, particularly where NHS pressures may have delayed or prevented 
someone seeking or receiving treatment, so I can get a better understanding of the specific barriers 
people are currently facing and what the Welsh Government and health boards need to do to ensure 
people are not potentially deterred from seeking medical help if they need it. 

To share your experiences of accessing health services in Wales online, please visit: https://
olderpeople.wales/news/share-your-experiences-of-nhs-services-in-wales/

You can also share your experiences by phone or email – 03442 640 670 / ask@olderpeople.wales – 
or write to: 
Older People’s Commissioner for Wales
Cambrian Buildings
Mount Stuart Square
Cardiff
CF10 5FL



Share your experiences of Digital Exclusion 

The Commissioner is inviting older people who have struggled to access information, 
services or other amenities due to being digitally excluded to get in touch with her to share 
their experiences, so she can identify particular difficulties and barriers people are facing, 
and areas where action is required. 

Her call for evidence from older people comes following the publication of formal guidance in 2021 
which set out the kinds of action local authorities and health boards should be taking to ensure that 
people’s rights to access information and services via non-digital means are upheld. 

While responses from these bodies highlighted that a range of work is underway to support older 
people who are digitally excluded, engagement and discussions with older people suggest that there 
are still gaps and that further action is needed. 

The Commissioner said: “We know that for a significant number of older people who are not online or 
not confident with technology, the shift towards digital has created new issues and barriers that can 
prevent people from accessing information and services, getting out and about and doing the things 
that matter to them. 

“Some older people have shared with me, for example, that they are unable to book health 
appointments online, while others have told me about difficulties they have faced when they are 
required to use apps to pay for services such as parking the car. 

“To better understand the particular issues people are facing, and the impact these are having on 
people’s lives, I’m inviting older people who are not online or have struggle with technology to 
contact my office to highlight any difficulties and barriers they have faced. 

“Hearing these voices and experiences will enable me to identify areas where further action may be 
required to ensure older people who are digitally excluded can access the information and services 
they need, and support my work to influence the practice of key public bodies, including local 
authorities and health boards.”



So if you (or an older person you know) have struggled to do something that matters to you due 
to not being online, or because of difficulties using digital technology, we’d like to hear about your 
experiences and any problems this may have created. This could be things like:

• Booking appointments online e.g. GP appointments

• Health consultations / services

• Finding information and advice

• Making your voice heard

• Other issues, e.g. payments / finances

You can share your experiences by calling 03442 640 670 or by writing to:

Older People’s Commissioner for Wales
Cambrian Buildings
Mount Stuart Square
Cardiff
CF10 5FL

You can also email ask@olderpeople.wales or complete an online form here: https://
olderpeople.wales/15162/



Intergenerational solidarity is important for creating 
cohesive communities that can tackle the challenges 

we face as a society, says Commissioners 

To mark Global Intergenerational Week 2023, Wales’ Commissioners for older people, children 
and future generations joined forces to highlight the importance of promoting solidarity 
between generations and providing opportunities for people of different ages to come 
together.

The Commissioners emphasised that there are many common issues and concerns shared across 
generations, and that opportunities for people of different ages to come together to share knowledge, 
experiences and ideas are crucial to help tackle problems and strengthen our communities. They 
encouraged everyone to work together to end the discourse that pits generations against each other, 
so that more energy is focused on uniting society to deliver change and progress.

Older People’s Commissioner for Wales, Heléna Herklots CBE, said:

“By bringing different generations together, we can build stronger, more cohesive communities that 
support us all to age well and enable people of all generations to reach their potential. This will be 
crucial as we deal with the challenges ahead of us in both the short- and longer-term.

“But too often we see issues being framed in a way that stokes conflict between generations, which 
acts as a barrier to moving forward and making improvements that would benefit us all.

“We can achieve so much more when we are united, when people from different generations work 
together and learn from each other – as we’ve seen through the work of the Senedd Cross Party 
Group on Intergenerational Solidarity – so I’m pleased to be working with the other Commissioners to 
highlight why building solidarity between generations and creating more opportunities for generations 
to come together is so important.”

Children’s Commissioner for Wales, Rocio Cifuentes, said:

“Going around Wales, I’ve seen so many brilliant examples of intergenerational solidarity and 
communities working together to meet shared challenges, and I think we should be celebrating and 
supporting this.”

Future Generations Commissioner for Wales, Derek Walker, said:

“Wales is a place where all people should, by law, be supported to thrive, no matter their age, 
background or circumstances.



“Collaborating with all generations, listening and ensuring their voices are heard, can help us combat 
loneliness, break down barriers, find long-term, community-based solutions to our problems and 
create a Wales we can all be proud of for generations to come.”

The Intergenerational Solidarity Cross Party Group was established in the Senedd to promote 
solidarity and understanding between generations and to explore evidence and develop policy 
proposals that benefit both younger generations and older generations.

The Group focused on Falls Prevention in March, as part of International Intergenerational Falls 
Prevention Week 2023. The group explored the ways that older people can build strength and 
confidence, as well as effective ways to raise awareness about removing hazards that can lead to a 
fall, which can have a devasting impact on an older person’s health, well-being and independence. 
The group will also be focusing on a number of other key priorities in the year ahead, including, social 
and civic inclusion, ageism in the media, climate change, and Cymraeg 2050. 

You can find out more about the work of the Cross-Party Group here: https://business.senedd.
wales/mgOutsideBodyDetails.aspx?ID=730 or by contacting the Commissioner’s Policy and 
Public Affairs officer, Dewi John on 03442 640 670.



Commissioner welcomes report on the working 
experiences of women over 50 in Wales

The Commissioner has welcomed a report from the charity Chwarae Teg, which examines the 
particular ways that age discrimination affects women over 50 and demonstrates why greater 
support for older women is crucial, alongside wider action to tackle ageism in society.

The report found that women aged 50 and over often feel invisible and overlooked by employers, 
government and society and that many women in this age group face barriers to remaining in work, 
and experience disadvantage and discrimination within work.

Discussing the report with BBC Wales, the Commissioner said:

“I strongly welcome the report, which shines a light on the discrimination that many older women 
face, especially those who are caring for a friend or family, and why action to tackle ageism and age 
discrimination is so important.

“This means recognising the value of older women in the workplace, and the skills and experience 
they bring, as well as having the right policies in place to enable older women to remain in or return 
to employment, including opportunities for flexible working and greater support for women with caring 
responsibilities. 

“More widely, we need to see further investment and support for the social care system to ensure the 
right support is available and unpaid carers are not forced to give up work to provide care for loved 
ones.”

You can read Chwarae Teg’s report here: https://chwaraeteg.com/research/working-
experiences-of-women-over-50-in-wales/ and listen to the Commissioner speaking to BBC 
Wales here: https://www.bbc.co.uk/sounds/play/m001lwhx



Working to Challenge Ageism

The Commissioner recently spoke at the launch of Action for Elders new campaign ‘Think 
Differently About Ageing’, to speak about the work she is undertaking to tackle ageism, and 
why tackling ageism in society must be a priority. 

Action for Elders’ campaign aims to change the way people think about ageing by giving a voice to 
older people to share their experiences. You can find more out about the campaign and watch the 
stories of older people here: https://www.actionforelders.org.uk/think-differently-about-ageing/

The Commissioner also recently spoke to Carole Easton, Chief Executive of the Centre for 
Ageing Better, as part of a series of interviews exploring how to challenge and tackle ageism. The 
Commissioner highlighted the need for society to challenge ageism wherever possible and warned 
that many issues older people face today would remain until ageism was treated more seriously. 

The interview was part of a programme of work being led by the Centre for Ageing Better that aims to 
change how people think, feel and act about ageing, something that’s crucial to make society more 
age-friendly.  As part of this, the Centre has also created a free photo library that shows positive 
and realistic images of older people to challenge negative and stereotypical views of older age. The 
photos show a more realistic depiction of ageing – to help tackle ageism by challenging stereotypes 
about older people, particularly those relating to frailty and vulnerability. 

You can watch the Commissioner’s interview with the Centre for Ageing Better here: https://
ageing-better.org.uk/news/individuals-need-call-out-ageism-if-discrimination-be-overcome-
older-peoples-commissioner

You can also take a look at Centre for Ageing Better’s photo library here: https://ageing-better.
org.uk/news/age-positive-image-library-launched 



Developing an Age-Friendly Wales

The Commissioner is continuing to support work throughout Wales to make communities 
more age-friendly, in partnership with members of her national Age-Friendly Partnership 
Group and through her role as an affiliate member of the World Health Organisation’s (WHO) 
Global Network of Age-Friendly Cities and Communities. 

This has included supporting local authorities as they finalise their application to join the Global 
Network, which recognises the action and plans in place to deliver age-friendly initiatives. 

The Commissioner recently congratulated Flintshire on becoming the latest local authority in Wales to 
become a member of the Global Network, joining Cardiff, who were accepted as members in March 
2022. She said: 

“Joining the WHO’s Global Network reaffirms Flintshire’s commitment to ensuring all of its residents 
are supported to age well and demonstrates the progress we are making in Wales to ‘adding life to 
years and not just years to life’.

The Commissioner recently attended Anglesey’s Age-Friendly Ageing Well Conference to join older 
people and over 30 organisations delivering projects and initiatives to support people to age well. 
The event provided opportunities to find out more about the services and support available for older 
people in Anglesey and to hear about the good practice that’s making a positive difference to people’s 
lives. 

Alongside supporting local authorities as they finalise their applications, the Commissioner’s team 
also led sessions to share learning and ideas with local authorities and partner organisations about 
effective ways of engaging with older people at a series of regional network events hosted by the 
Welsh Government. 

The Commissioner has also continued to bring together key national partners working across the 
public, third and academic sectors at her quarterly Age-Friendly Partnership Group, to examine the 
latest developments in policy and practice, alongside sharing information and good practice, and 
creating ideas for change. 



At the most recent meeting in April, members focused on public transport and active travel, 
highlighting issues such as improving accessibility and the ease of travelling to train stations and 
transport hubs. The group also discussed how solutions can work in practice looking at initiatives 
being delivered by Transport for Wales to improve confidence in using railways, and the work of the 
Walking Friends Wales Programme delivered by Living Streets.

The Commissioner’s team also met with international partners as part of the WHO’s affiliates 
network, and contributed to the development of new guidance for National Age-Friendly Programmes 
and evaluation approaches by sharing experiences and case-studies about Age-Friendly work being 
delivered here in Wales.  

You can take a look at the guidance here: https://www.who.int/teams/social-determinants-
of-health/demographic-change-and-healthy-ageing/age-friendly-environments/national-
programmes-afcc 



Providing Advice and Assistance 
to Older People

During the past few months, the Commissioner’s Advice and Assistance team have identified 
a number of common issues currently affecting the older people who have contacted her 
office, including paying for care, access to banking services and difficulties engaging with 
energy providers. 

If you’ve been affected by these kinds of issues - or other issues relating to things like health, social 
care, community services and housing - and need help and support, please get in touch. You can 
also contact us on behalf of an older person, such as a family member or friend, if they are facing 
issues or difficulties, or if you have any concerns.

You can contact the Commissioner’s Advice and Assistance team by calling 03442 640 670 or 
emailing ask@olderpeople.wales.



Meeting and Speaking with 
Older People Throughout Wales 

The Commissioner and her team are continuing to travel throughout Wales to meet and speak 
with older people to hear about the things that make a positive difference to their lives and 
about the issues that matter most to them. 

Discussing the issues that matter the most to older people plays a crucial role in helping the 
Commissioner ensure that older people’s voices and experiences are heard by policy- and 
decisionmakers, alongside guiding and shaping her own work and priorities. 

The Commissioner, and members of her team recently visited Llys Cyncoed Care Home to speak 
with older people about their experiences, as well as the Commissioner’s role and the work she is 
currently undertaking. 

She also visited the Dyn Project, a specialist project that provides support to men who are 
experiencing Domestic abuse to meet with male survivors of abuse and hear about their experiences, 
as well as the kinds of support they found most helpful. The Commissioner also spoke to staff about 
how they are helping older men who are experiencing abuse.

In addition to these visits, the Commissioner’s team also had a stand at this year’s Cardiff Mela, 
Wales’ largest multicultural festival, which provided opportunities to hear from older people and their 
families about the kinds of things that would support them most as they get older. During the event, 
the team spoke with visitors about the Commissioner’s work and the ways she supports older people, 
and shared useful information and resources on a range of topics from older people’s rights when 
living in a care home, to lasting powers of attorney. 

If you would like to arrange for the Commissioner or her team to visit your organisation or 
event, please get in touch on 03442 640 670.



Living in a care home in Wales: 
A guide to your rights

Since its launch in October 2022, the Commissioner has distributed over 6000 copies of her 
guide to older people’s rights in care homes, including sending copies to every care home in 
Wales. 

The guide was developed to provide crucial information about the rights we have when moving into 
and living in a care home to older people and their loved ones. 

The Commissioner has also worked with partners throughout Wales to distribute and promote the 
guide, sharing copies of the guide and promotional materials with GP surgeries, pharmacies, libraries 
and other community spaces. 

You can download the guide here – https://olderpeople.wales/resource/commissioner-
launches-new-guide-on-older-peoples-rights-in-care-homes/ – or contact us if you’d like a 
paper copy. 

If you could help to promote or share the guide, please get in touch by calling the 
Commissioner’s office on 03442 640 670 or by emailing ask@olderpeople.wales so we can 
send you some promotional materials.



Spotlight On: 
Business in the Community Cymru 

Age-Inclusive Business Reviews  

In this edition, Business In the Community Cymru discusses how their Age-Inclusive 
Business Review can help organisations become more age-inclusive and age-friendly, as part 
of its wider Age at Work programme of tools and support.

Successful organisations of the future are those that build age inclusion into their equality, diversity 
and inclusion strategy.

Responsible business network Business in the Community (BITC) Cymru can help and is working 
with employers across Wales to develop more age-inclusive workplaces, where employees of all 
ages can thrive.

Part of the wider Age at Work programme of tools and support, the Age-Inclusive Business Review is 
a simple, self-assessment tool that helps to identify gaps and highlight strengths in relation to being 
an age-inclusive and age-friendly employer, and it is free to use.

On completion of the Review, organisations will receive a bespoke recommendations report with 
suggestions your organisation can take to be more age inclusive.   

The Review takes less than 20 minutes to complete and is considered an important first step in 
unlocking the benefits of age inclusion in the workplace and embracing the intergenerational future of 
work, a key priority to ensure your organisation is successful and sustainable.  

For more information on the Age at Work programme, visit https://www.bitcni.org.uk/age-at-
work-wales/ or contact Jill Salter, BITC Cymru 07793 443893 jill.salter@bitc.org.uk. 

The Wales Age at Work programme is delivered by BITC Cymru in partnership with Age Cymru 
and supported by the National Lottery Community Fund.  



Our Newsletter
Please feel free to forward this newsletter to any colleagues or contacts that you think would be 
interested in receiving it. 

If you have received this newsletter via a third party and would like to be added to our distribution list, 
please contact us (details below). We can also provide hard copies of the newsletter or a large print 
version on request.

Please contact us if you would like to be removed from our newsletter distribution list.

Your comments, feedback and stories
We welcome your feedback about our newsletter so please feel free to contact us to share any 
thoughts or comments that you have. 

We also welcome suggestions about potential content for the newsletter, so if you have any information 
that you would like us to include in future editions, please get in touch. 

The Older People’s Commissioner for Wales
The Older People’s Commissioner for Wales is an independent voice and champion for older people 
throughout Wales.

The Commissioner is taking action to protect older people’s rights, end ageism and age discrimination, 
stop the abuse of older people and enable everyone to age well.

The Commissioner is working for a Wales where older people are valued, rights are upheld and no-
one is left behind. 

How to contact the Commissioner:
Older People’s Commissioner for Wales
Cambrian Buildings
Mount Stuart Square
Cardiff
CF10 5FL

Phone: 03442 640 670
Email: ask@olderpeople.wales

Website: www.olderpeople.wales
Twitter: @talkolderpeople

Accessible Formats
If you would like this publication in an alternative format, please contact us. All publications are also 
available to download and order in a variety of formats from our website.

Mae’r ddogfen hon ar gael yn Gymraeg // This document is available in Welsh


